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Y our  f e e d b a c k  is  re a l ly  i mpo r ta n t  to  us ,  i t  h e lps  sh ape  a n d  i mprove  our  se r v i c es

we  prov i d e .   W e  c aptu re  your  f e e d b a c k  th roug h  our  c o mp l a i n t s  pro c ess ,

t ra nsa c t i o n a l  su rveys ,  our  a n nua l  pe r f o rm a n c e  su rvey ,  so c i a l  m e d i a  a n d  th roug h

th e  vo i c es  o f  our  Cus to m e r  P a n e l .   

W e  w i l l  prov i d e  you  w i th  qua r te r ly  upd a tes  to  sh ow  pro g ress  a n d  a c t i o ns  we  a re

ta k i n g  b ase d  o n  th e  f e e d b a c k  you  prov i d e .

I f  you  h ave  a ny  c o m m e n t s ,  c o mp l i m e n t s  o r  sug g es t i o ns  o f  h ow  we  c a n  i mprove

our  se r v i c es  you  c a n  l e t  us  k n ow  by  e m a i l i n g  cvh a@cvh a .o rg . uk ,  se n d i n g  a

d i re c t  m essa g e  o n  F a c e b o o k  o r  g iv i n g  us  a  c a l l  o n  01698  268  855  a n d  spe a k i n g

to  a  m e m b e r  o f  our  C o n ta c t  C e n t re  T e a m .

i f  you  wou l d  l i k e  to  g e t  i nvo lve d  i n  te n a n t  pa r t i c ipa t i o n  a c t iv i tes ,  p l e ase  e n te r

your  d e ta i ls  o n  our  P a r t i c ipa t i o n  re g is te r  a n d  we  w i l l  b e  i n  touc h :

P a r t i c ipa t i o n  R e g is te r  

You Said  We Did
R E P R E S E N T A T I O N  A T  H I L L H O U S E  C A F E

V o lun te e r s  f ro m  th e  H i l l h ouse  R es i d e n t s  a n d  T e n a n t s  Asso c i a t i o n  run  a

c o m mun i t y  c a f é  f o r  res i d e n t s  o f  th e  l o c a l  a re a  eve r y  W e d n esd ay  a t  th e

H i l l h ouse  a n d  E a rn o c k  C o m mun i t y  C e n t re   T h is  c a f é  is  we l l  a t te n d e d  by  a  l a rg e

num b e r  o f  pe op l e  f ro m  th e  l o c a l  c o m mun i t y .

M e m b e r s  o f  th e  Asso c i a t i o n  to l d  us  th a t  res i d e n t s  wou l d  b e  k e e n  f o r  C V H A

s ta f f  represe n ta t i o n  a t  th ese  c a f es  to  d iscuss  a ny  H ous i n g  re l a te d  issues  th ey

m ay  h ave  a n d  a re  l o o k i n g  to  se e k  gu i d a n c e .

W e  l o o k e d  a t  our  s ta f f i n g  resourc e  a n d  a g re e d  w i th  th e  Asso c i a t i o n  M e m b e r s

th a t  as  i t  wou l d n ’ t  b e  poss i b l e  f o r  s ta f f  to  a t te n d  eve r y  W e d n esd ay  but  we

wou l d  c o m m i t  to  o n c e  a  m o n th  o n  a  t r i a l  b as is  a n d  th e n  c a n  rev is i t  th is  i f  th e re

is  a  d e m a n d .

C V H A  h ave  b e e n  a t te n d i n g  th e  c a f es  o n  a  m o n th ly  b as is  s i n c e  th e  b e g i n n i n g  o f

th e  ye a r  a n d  h ave  suppo r te d  res i d e n t s  w i th  a  ra n g e  o f  H ous i n g  a dv i c e .   A ny

res i d e n t s  wh o  a re  n o n  C V H A  cus to m e r s  we  a re  h appy  to  spe a k  to  a n d  s i g npos t

o n  to  th e  appropr i a te  o rg a n isa t i o n/a g e n cy  wh e re  n e e d e d   

I f  you  l ive  w i th i n  th is  a re a  a n d  a re  k e e n  to  f i n d  our  m o re  a b out  th e  c a f é  c h e c k

out  th e i r  F a c e b o o k  pa g e  o r  pop  a l o n g  to  th e  H i l l h ouse  a n d  E a rn o c k  C o m mun i t y

C e n t re .
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You Said  We Did

C L O S E  C L E A N I N G  F E E D B A C K  S U R V E Y  R E S U L T S  

H as  your  c l ose  b e e n

c l e a n e d  o n  a  f o r tn i g h t ly

b as is  s i n c e  our  n ew

c l e a n i n g  c o mpa ny

s ta r te d

Is  your  c l ose  swept ,

m oppe d  a n d  h o ove re d

i f  requ i re d?

H ave  you  se e n  a n  i mprove m e n t

s i n c e  our  n ew  c l e a n i n g

c o mpa ny  s ta r te d  o n  15 th

J a nua r y?

P os i t ive  f e e d b a c k  re c e ive d  

T h ey  a re  d o i n g  a  th o roug h  j o b

C l ose  sm e l ls  n i c e  a n d  f resh  a f te r  i t s

b e e n  c l e a n e d

I t s  o n ly  h a d  o n c e  c l e a n  so  f a r  but

th e re ’s  suc h  a  d i f f e re n c e  f ro m  wh a t

i t  was  b e f o re

Muc h  b e t te r  j o b  th a n  l as t  c o mpa ny ,

l o o ks  a  m i l l i o n  t i m es  b e t te r

T h o roug h ly  c l e a n e d  l a n d i n g  w i th

d o o rm a t s  l i f te d ,  you  c a n  a lways  te l l

wh e n  th ey ’ve  b e e n  as  you  c a n  sm e l l

c l e a n i n g  pro duc t s  i n  a  g o o d  way

W h e re  our  C o n t ra c to r s  n e e d  to  i mprove  

E nsu r i n g  c a rpe te d  a re as  a re  g e t t i n g

h o ove re d

M a k i n g  su re  c l oses  a re  prope r ly  swept

b e f o re  m op i n g  as  f l o o r s  o f te n  s t i l l

l o o k i n g  d i r t y  a f te r  m opp i n g

I mprove  o n  c l e a n i n g  w i n d ows ,  g l ass  a n d

d o o r  h a n d l es

E nsu r i n g  c l e a n e r s  a re  a t te n d i n g  o n  a

f o r tn i g h t ly  t i m esc a l e  a n d  c l e a n e r s  a re

n o t  rush i n g  th roug h  j o b

Us i n g  h o t  wa te r  wou l d  b e  pre f e ra b l e  to

e nsu re  a  prope r  c l e a n  is  ta k i n g  p l a c e

As  pa r t  o f  our  rev i ew  o f  our  n ew  c l e a n i n g  c o mpa ny ,  we  se n t  out  a  su rvey  v i a  our

l as t  Bu l l e t i n ,  th is  was  a lso  pos te d  o n  our  W e bs i te  a n d  F a c e b o o k  pa g e  f o r  you  to

c o mp l e te .   

T h a n k  you  to  eve r yo n e  wh o  to o k  th e  t i m e  to  c o mp l e te  th is  sh o r t  su rvey .   W e  w i l l

ta k e  your  f e e d b a c k  to  our  n ex t  C o n t ra c to r  pa r tn e r sh ip  m e e t i n g  to  d iscuss  th e

resu l t s  a n d  ra ise  wh e re  i mprove m e n t s  c a n  b e  m a d e .  

F e e d b a c k  resu l t s  to  our  survey  



C O M P L A I N T S  

You Said  We Did

C o mp l a i n t  exa mp l e  o n e :

Y ou  ra ise d  w i th  us  th a t  you  we re  un h appy  w i th  a c t i o ns/ l a c k  o f  c o m mun i c a t i o n

th a t  we re  ta k e n  dur i n g  re c e n t  repa i r s  wo rk .

Y ou  ques t i o n e d  why  was  a  ra d i a to r  m ove d  f ro m  th e  k i tc h e n  i n te rn a l  wa l l  to

th e  ex te rn a l  wa l l  dur i n g  re c e n t  wo rks .   Y ou  h a d  a lso  ra ise d  th a t  as  a  L a n d l o rd

i t  is  our  s ta tu to r y  duty  to  e nsu re  th a t  th e  prope r t y  c o mp i l es  to  c e r ta i n

s ta n d a rds .

As  a  resu l t  o f  your  c o mp l a i n t :

we  a c k n ow l e d g e d  th a t  c o r respo n d e n c e  sh ou l d  h ave  b e e n  b e t te r  dur i n g  th e

wo rks  c a r r i e d  out  i n  your  h o m e ,  you  h a d  m a d e  a  re aso n a b l e  e nqu i r y  a b out

h av i n g  a  ra d i a to r  m ove d  but  un f o r tun a te ly  C V H A  wou l d  n o t  c a r r y  out  th is

wo rk  a t  th a t  pa r t i cu l a r  t i m e .

Subseque n t ly  C lyd e  V a l l ey  h ave  c a r r i e d  out  a  k i tc h e n  re n ewa l  pro g ra m m e

a n d  dur i n g  th is  wo rk  a  b e t te r  l ayout  o f  th e  k i tc h e ns  was  i d e n t i f i e d  wh i c h

resu l te d  i n  a  num b e r  o f  prope r t i es  h av i n g  th e i r  ra d i a to r s  m ove d .       

C o mp l a i n t  exa mp l e  two :

Y ou  ra ise d  w i th  us  th a t  you  your  a n nua l  g as  sa f e t y  c h e c k  was  c a r r i e d  out  a n d

o n c e  a g a i n  th e  e n g i n e e r  h a d  put  a  D O  N O T  U S E  o n  your  b o i l e r  as  you  we re

un a b l e  to  prov i d e  a  k ey  f o r  th e  l o f t  so  th e  c o n t ra c to r  c ou l d  a c c ess  th e  f lue  to

c o mp l e te  th e  c h e c ks .   T h is  l e f t  you  w i th out  h e a t i n g  a n d  h o t  wa te r .

Y ou  c o r re c t ly  ra ise d  th a t  te n a n t s  a re  n o t  pe rm i t te d  k eys  f o r  l o f t  a c c ess  a n d

th is  a g a i n  h as  c ause d  you  i n c o nve n i e n c e  as  you  h ave  h a d  to  a r ra n g e  f o r  a

f a m i ly  m e m b e r  to  b e  prese n t  i n  th e  prope r t y  to  a l l ow  th e  e n g i n e e r  to  c o m e

b a c k

As  a  resu l t  o f  your  c o mp l a i n t ,  i t  h as  h i g h l i g h te d

we  n e e d  to  wo rk  sm a r te r  w i th  our  C o n t ra c to r s  a n d  l e a rn e d  th a t  th is  aspe c t

o f  h ow  g as  se r v i c i n g  is  m a n a g e d  c ou l d  b e  re f i n e d  fur th e r  a n d  requ i res

fur th e r  d iscuss i o ns  a roun d  h ow  a re  sys te ms  wo rk .

W h i ls t  we  i d e n t i fy  a  prope r  so lut i o n  f o r  a l l  o f  our  prope r t i es  w i th  a  s i m i l a r

issue ,  our  C o n t ra c to r  h as  put  a  f l a g  a g a i ns t  a l l  futu re  g as  se r v i c i n g  j o bs  th a t

a  l o f t  k ey  is  requ i re d  b e f o re  a t te n d i n g .

W h i ls t  we  d o  our  b es t  to  e nsu re  we  a re  prov i d i n g  th e  b es t  se r v i c es  f o r  you ,

we  d o  n o t  a lways  g e t  th is  r i g h t .

B e l ow  a re  a  c oup l e  o f  exa mp l es  o f  h ow  wh e n  you  ra ise  a  c o mp l a i n t  o r

p rov i d e  your  f e e d b a c k  th is  c a n  h e lp  us  l o o k  a t  th e  se r v i c es  we  o f f e r  a n d

h i g h l i g h t  wh e re  we  n e e d  to  i mprove .


